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ABSTRACT:
The academic libraries play a vital role in the knowledge enrichment of the
students which paves the path for a strong knowledge base society. To
attain such knowledgeable students, the services available at the libraries
are important. In such an attempt, the present study aims to ascertain the
opinion of the library users about the various services and facilities provided
at K L Deemed to be University along with the user satisfaction levels. The
study was conducted on 1640 users comprising of Post Graduation
Students and Research Scholars to evaluate the user satisfaction levels on
the currently available services and facilities at the library and where there
is need to improve the services so that the user satisfaction levels can
further be enhanced. The users are satisfied with majority of the services
and facilities provided to them at the library. It is also observed that there is
significant difference in the perception of the Post Graduation students and
Research Scholars about the library services as their mode of usage of the
services and resources is different. From the findings of the study, it is

evident that there is plenty of scope for improvement in the services and
facilities offered to the users at the library.

KEYWORDS: Library Services, Library Facilities, Library Users, K L
University, e-Resources, User Satisfaction, Services and facilities.

INTRODUCTION:
It is evident that the academic libraries play a vital role in the research and
academic activities of the users. There are various resources that are
available for the users to enrich their knowledge which will impact their
research and academic activities. With the evolution of the ICT tools there is
a drastic change in the functioning of a library (Idiegbeyan-Ose 2013). It
transformed the physical libraries into digital libraries which permitted the
users to easily access the content from various part of the world at their
convenient time and place. It is being observed that several strategies are
evolved to implement new digital techniques in the process of providing
flexible, effective and efficient information for the betterment of the users
(Maria 2019). The knowledge obtained by the users with the usage of the
advanced technology will be useful for the individual as well the society and
country. The obtained knowledge needs to be transmitted among the users
such that a powerful knowledgeable society is being emerged (Doraswamy
Naik 2018). The technology driven society permits the transmission of data,
information at a faster pace which pokes the library professionals and the
institutions to provide better resources to the users.
The usage of the library resources is largely influenced by the services and
facilities provided to the user which motivate them to visit the library and
access the available resources (Ijiekhuamhen 2015). It is evident that the
user is the key person who needs to be closely observed and followed so that
the user satisfaction levels are improved. Understanding the needs of the
library users is vital in determining the type of services and facilities are to
be provided to the users so that they are satisfied and thereby improve their

knowledge and information levels (Rakesh Mohindra 2015). The library
professionals should strive hard and draft a mechanism where a better
understanding of the user needs is ascertained. Understanding the library
users is important and a dynamic component where there should be
relentless efforts on part of the institution, library professionals which
reinforces the efforts in the direction of rendering better service and making
best resources available to the users (Rilwan Adam 2017). The role of the
library professionals is also important in attracting the users and ensuring
that the information needs of the library users are being effectively met.

In this study, the services provided to the users are evaluated at the central
library of KLEF Guntur. There are several library users at the central library
and as part of the study, Post Graduation students and Research Scholars
are considered. The opinions of User Categories are collected through
questionnaire and analysed with suitable statistical tools to ascertain the
quality of services rendered along with the assessment of user satisfaction.
The present study tries to ascertain the comparative assessment of the
opinion about the services rendered by the User Categories.

In 1980, KL College of Engineering, on the banks of river Krishna, was
started which was subsequently upgraded as K L Deemed to be University
in 2009 located at Vaddeswaram, Guntur District, Andhra Pradesh. There
are several milestones in their journey of quality education like attaining
Autonomous status in 2006, accredited by NAAC with ‘A’ grade in 2012 and
later with ‘A++’ grade in 2018, named as Category 1 Institution in 2019 due
to its continuous efforts of providing quality education to the students.

LITERATURE REVIEW:
The crucial intent of any academic library is to enhance the user satisfaction
which gallows with formal higher education. It is evident that every year a
large number of students obtain seats in educational institutions with

diversified educational information needs along with expectation under
various programs (Simmonds 2001). There is need to familiarize the library
users about the various services, facilities and resources available to them
as they can start accessing these through enhanced technological
advancements (Kiriri 2018). Significant challenge for the libraries is to
digitalize the resources and services with the usage of appropriate ICT tools
to ensure a certain level of relevancy to the present day trend is being
maintained so that library users’ desired services are provided (R Ramesh
2017). All these strategies require funding from the management so that the
every changing information needs of the users can be effectively served.
Several studies were conducted to evaluate the efficiency with which the
services

are

rendered

to

the

users

like

selective

dissemination

of

information, reprographic facilities, current awareness services etc. It is
evident that there is need to improve the infrastructure, services, and
facilities in addition to the resources available to the users and at the
sametime forcing the libraries to rethink their strategy in delivering the
services (Martensen 2003). Library user satisfaction is an obligatory
segment of the service quality in the academic libraries. It is important to
consider the policies and procedures adopted at the libraries to determine
how various service strategies will influence the user satisfaction levels
(Hernon 1996). The priority given by the users in utilizing the services will
generate a conductive research environment. The concept of satisfaction on
the library services is based on several parameters like the collection,
attitude of the staff, circulation, provision of services, library environment,
and physical infrastructural facilities etc which are vital in evaluating the
user

satisfaction

(Rakesh

Mohindra

2015).

In

addition

to

these

infrastructural facilities, resources, frontline services it is also essential to
have an attractive presentation of the information to the users in the form of
letters, notices, website, user education programs (Nawarathne 2013).
Library is the place for learning by accessing the desired information.
Library professionals need to involve themselves to convert the traditional
libraries into service oriented places with the perception that the library
users are customers and all the facilities, programs and services rendered

should meet their expectations (Abubakar 2011). The factors which
determine the expectations are to be properly identified along with the
reasons for fissure between the services rendered and the user expectations
so that the necessary strategies are adopted to reduce the fissure (Andaleeb
1998). The facilities and services rendered by the university libraries should
be customer centric and address the raised issues (Kunwar Singh 2017).
The quality pertaining to the library environment, collection, staff, and
services are significant and varied among different academic streams of the
respondents (Martensen 2003). All these aspects are aimed at improving
the quality of services and facilities rendered to the library users so that the
level of user satisfaction is improved (Onuoha 2010). The feedback is very
vital and utmost importance needs to be given so it acts a service quality
measurement. It is being observed that significant differences are imminent
on satisfaction about infrastructure, place, space, libraries’ collection,
information seeking behavior of the users. Library management should aim
to maintain enhanced level of user satisfaction through improvement in
provision of the current and relevant information resources (Kiriri 2018),
updated facilities, befitting services to cater the users’ expectations. Positive
learning environment within the library can be obtained when librarians and
other library staff participate in other educational activities excluding their
routine tasks through facilitating learning by encouraging the staff to share
ideas so as to improve the functioning of the libraries (Bamidele 2012).
Libraries can improve library services by supporting the tripartite function of
teaching, learning and research activities in universities. (Rlwan Adam
2017).
From the above it is evident that most of the articles reviewed are on
resources that are available for library users and at the sametime none had
focused on the services, facilities and infrastructure available at libraries. No
study was conducted pertaining to assessment of the services rendered to
the

user

categories

at

Koneru

Lakshmaiah

Education

Foundation,

Vaddeswaram, Guntur district, Andhra Pradesh. In this paper an attempt to
assess the services provided to user categories and user satisfaction about
the various services and facilities provided at the library.

OBJECTIVES:
•

To determine the usage of Library Services among the users.

•

To determine the magnitude of satisfaction among the user categories
on the rendered Library Services.

HYPOTHESES:
To quantify the stated objectives, the following hypotheses are
structured. The present study estimates the User Categories’ opinion on the
library services. The user categories comprise of the Post Graduation
Students and Research Scholars
•

H1: There is significant difference among the User Categories on the
Service Assessment facilities provided.

•

H2: There is significant difference among the User Categories on the
level of Satisfaction of the services provided.

Analysis is performed, on the obtained responses from the users, using few
statistical tools and the obtained results are inferred through tables and
figures so as to test the structured hypotheses.

RESEARCH METHODOLOGY:
The present study obtained the responses from the User Categories
regarding the library services provided at KLEF – Guntur. The opinion of the
User Categories – the Post Graduation Students and Research Scholars are
obtained using a questionnaire. The structured questionnaire was given to
1800 PG Students and Research Scholars of all programs and years. Out of
this distributed 1800 questionnaire, 1640 questionnaires were considered
which are viewed to be properly filled. The various facets of the library
services like the Library Information Guidance, Library Usage, Service
Assessment of Transaction Time, Service Assessment of the Place & Physical

Facilities, Service Assessment of the opinion on Electronic Resources and
User Satisfaction are collected through multiple choice questions.

ANALYSIS OF THE DATA:
For the purpose of ease, the User Categories considered as part of the study
are given short names. Post Graduation Student is represented as PG and
Research Scholar is represented as RS.
Table 1: User Category wise distribution of the respondents
User Category

Respondents

RS

230 (14.02%)

PG

1410 (85.98%)

Grand Total

1640

Source: Compiled from primary data.

Figure 1: User Category wise distribution of the respondents
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Table 1 describes the User Category wise distribution of the respondents.
Out of the 1640 respondents, 230 (14.02%) are Research scholars and the
remaining 1410 (58.69%) are PG PG-Students.

Table 2: Gender wise distribution of the Respondents
User Category

RS

PG

TOTAL

Male

95 (5.79)

723 (44.08)

818 (49.87)

Female

135 (8.23)

687 (41.90)

822 (50.13)

Total

230 (14.02)

1410 (85.98)

1640

Source: Compiled from primary data.
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Table 2 describes the gender wise distribution of the respondents. Out of the
230 respondents of Research scholars, 95 (5.79%) are Male and the
remaining 135 (8.23%) are Female. Out of the 1410 respondents of PG
Students, 723 (44.08%) are Male and the remaining 687 (41.89%) are
Female.

H1: There is significant difference among the User Categories on the Service Assessment facilities provided.

Table 3: Service Assessment of Library Information Guidance Vs User Category

Bay Gates are
Understandable
& Helpful

PG

Excellent

Good

Average

Poor

Don't
Know

336 (20.49)

890 (54.27)

184 (11.22)

0

0

RS

96 (5.85)

102 (6.22)

28 (1.71)

0

4 (0.24)

PG

26 (1.59)

818 (49.88)

438 (26.71)

128 (7.8)

0

Speed of OPAC

OPAC Provides
info about Lib
Materials and
Member Status

RS

24 (1.46)

132 (8.05)

64 (3.9)

0

10 (0.61)

PG

40 (2.44)

686 (41.83)

520 (31.71)

164 (10)

0

RS

24(1.46)

106 (6.46)

72 (4.39)

PG

0

502 (30.61)

702 (42.8)

6 (0.37)

18 (1.1)

106 (6.46)

84 (5.12)

P
Value

Result

55.814

0.000

Accepted

116.742

0.000

Accepted

232.811

0.000

Accepted

121.34

0.000

Accepted

22(1.34)

90 (5.49) 116 (7.07)

Info Access tools
RS

χ2

6 (0.37)

16 (0.98)

Source: Compiled from primary data. Values in the parentheses are percentage, df = 3 and 4 at p < 0.05 level of significance.
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Table 3 describes the service assessment of Library Information Guidance by
User Category. In the first parameter, Bay Gates in the Library are
Understandable and Helpful 336 (20.49%) PG-Students and 96 (5.85%)
Research scholars feel it as Excellent followed by 890 (54.27%) PG-Students
and 102 (6.22%) Research scholars feel as Good. There are 184 (11.22%)
PG-Students and 28 (1.71%) Research scholars who felt Average and none of
the respondents felt the service as Poor. Finally there are 4 (0.24%) Research
scholars who Don’t Know of this facility.

26 (1.59%) PG-Students and 24 (1.46%) Research scholars feel Speed of the
OPAC service as Excellent followed by 818 (49.88%) PG-Students and 132
(8.05%) Research scholars feel as Good. There are 438 (26.71%) PGStudents and 64 (3.9%) Research scholars who felt Average and 128 (7.8%)
PG-Students felt the service as Poor. Finally there are 10 (0.61%) Research
scholars who Don’t Know of this service.

There are 40 (2.44%) PG-Students and 24 (1.46%) Research scholars who
feels that OPAC provides information about the Library materials and Member
Status is Excellent followed by 686 (41.83%) PG-Students and 106 (6.46%)
Research scholars who feel it as Good. 520 (31.71%) PG-Students and 72
(4.39%) Research scholars felt Average of this service and 164 (10%) PGStudents and 6 (0.37%) Research scholars felt the service as Poor. Finally
there are 22 (1.34%) Research scholars who Don’t Know of this service.

18 (1.1%) Research scholars feel Information Access tools helps to search the
required resources on their own service as Excellent followed by 502 (30.61%)
PG-Students and 106 (6.46%) Research scholars feel as Good. There are 702
(42.8%) PG-Students and 84 (5.12%) Research scholars who felt Average of
the service and 90 (5.49%) PG-Students and 6 (0.37%) Research scholars
felt the service as Poor. Finally there are 116 (7.07%) PG-Students and 16
(0.98%) Research scholars who Don’t Know of this service.

The chi-square test revealed the relationship between the opinions of
respondents about Service Assessment on Library Information Guidance
with p values at p < 0.05 with degrees of freedom of 3 and 4. All the factors
in the construct have significant relationships (p-Value of 0.005 at p < 0.05)
among the opinions of User Category about the Service Assessment on
Library Information Guidance. Thus, the hypothesis is accepted.

Table 4: Service Assessment of Transaction Time Vs User Category
Excellent

Good

Average

Poor

Don't
Know

PG

236 (14.39)

896 (54.63)

278 (16.95)

0

0

RS

98 (5.98)

114 (6.95)

18 (1.1)

0

0

Response over
phone for library
assistance

PG

114 (6.95)

862 (52.56)

354 (21.59)

74 (4.51)

6 (0.37)

RS

54 (3.29)

122 (7.44)

40 (2.44)

0

14 (0.85)

Service and Time
spent at
circulation desk

PG

126 (7.68)

934 (56.95)

316 (19.27)

34 (2.07)

0

RS

60 (3.66)

122 (7.44)

48 (2.93)

0

0

PG

94 (5.73)

770 (46.95)

430 (26.22)

116 (7.07)

0

Transaction Time
Library Working
Hours

Service and Time
spent at
Photocopy
service
Service and Time
taken to get a
print copy

RS

78 (4.76)

122 (7.44)

26 (1.59)

0

4 (0.24)

PG

50 (3.05)

718 (43.78)

552 (33.66)

90 (5.49)

0

RS

48 (2.93)

146 (8.9)

32 (1.95)

0

χ2

P
Value

Result

90.637

0.000

Accepted

115.582

0.000

Accepted

62.817

0.000

Accepted

201.185

0.000

Accepted

171.726

0.000

Accepted

4 (0.24)

Source: Compiled from primary data. Values in the parentheses are percentage, df = 2, 3 and 4**p < 0.05 level of significance.
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Table 4 describes the service assessment of Transaction Time by User
Category. Regarding the factor Library Working Hours 236 (14.39%) PGStudents and 98 (5.98%) Research scholars feel it as Excellent followed by
896 (54.63%) PG-Students and 114 (6.95%) Research scholars feel as Good.
There are 278 (16.95%) PG-Students and 18 (1. 1%) Research scholars who
felt Average. None of the respondents felt the service as Poor nor Don’t Know
of the facility.

Response over phone for Library assistance was felt Excellent by 114 (6.95%)
PG-Students and 54 (3.29%) Research scholars followed by 862 (52.56%)
PG-Students and 122 (7.44%) Research scholars feel as Good. There are 354
(21.59%) PG-Students and 40 (2.44%) Research scholars who felt Average.
There are 74 (4.51%) PG-Students who felt the service as Poor and finally
there are 6 (0.37%) PG-Students and 14 (0.85%) Research scholars who
Don’t Know of this service in the library.

126 (7.68%) PG-Students and 60 (3.66%) Research scholars feels Service
and Time spent at Circulation Desk service as Excellent followed by 934
(56.95%) PG-Students and 122 (7.44%) Research scholars feel as Good.
There are 316 (19.27%) PG-Students and 48 (2.93%) Research scholars who
felt Average of the service and 34 (2.07%) PG-Students felt the service as
Poor. All the respondents are aware of this service and none had mentioned
is as Don’t Know.

There are 94 (5.73%) PG-Students and 78 (4.76%) Research scholars who
feels that Service and Time spent at Photocopy Service is Excellent followed
by 770 (46.95%) PG-Students and 122 (7.44%) Research scholars who feel it
as Good. 430 (26.22%) PG-Students and 26 (1.59%) Research scholars felt
Average of this service and 116 (7.07%) PG-Students felt the service as Poor.
Finally there are 4 (0.24%) Research scholars who Don’t Know of this service
in the library.

Service and Time taken to het a Print Copy was felt Excellent by 50 (3.05%)
PG-Students and 48 (2.93%) Research scholars followed by 718 (43.78%)
PG-Students and 146 (8.9%) Research scholars feel as Good. There are 552
(33.66%) PG-Students and 32 (1.95%) Research scholars who felt Average.
There are 90 (5.49%) PG-Students who felt the service as Poor and finally
there are 4 (0.24%) Research scholars who Don’t Know of this service in the
library.

The chi-square test revealed the relationship between the opinions of
respondents about Service Assessment on Transaction Time with p values at
p < 0.05 with degrees of freedom of 2, 3 and 4. All the factors in the
construct have significant relationships (p-Value of 0.005 at p < 0.05) among
the opinions of User Category about the Service Assessment on Transaction
Time. Thus, the hypothesis is accepted.

Table 5: Service Assessment of Place and Physical Facilities Vs User Category
Place & Physical
Facilities

Excellent

Good

Average

Poor

Don't
Know

Library room
inspires study
and learning

PG

270 (16.46)

780 (47.56)

294 (17.93)

66 (4.02)

0

RS

62 (3.78)

148 (9.02)

20 (1.22)

0

0

Interior
arrangements in
library

PG

430 (26.22)

842 (51.34)

138 (8.41)

0

0

RS

90 (5.49)

124 (7.56)

16 (0.98)

0

0

Gateway for
study and
research

PG

108 (6.59)

946 (57.68)

356 (21.71)

0

0

Facilities at
common place
for group
learning
Room
temperature in
library building
Ventilation in
library building

RS

24 (1.46)

124 (7.56)

82 (5)

0

0

PG

124 (7.56)

1024 (62.44)

224 (13.66)

38 (2.32)

0

RS

30 (1.83)

150 (9.15)

50 (3.05)

0

0

PG

0

654 (39.88)

510 (31.1)

246 (15)

0

RS

16 (0.98)

92 (5.61)

86 (5.24)

36 (2.2)

0

PG

590 (35.98)

674 (41.1)

146 (8.9)

0

0

RS

52 (3.17)

150 (9.15)

28 (1.71)

0

0

χ2

P
Value

Result

33.415

0.001

Accepted

37.134

0.015

Accepted

12.855

0.031

Accepted

14.578

0.011

Accepted

95.155

0.016

Accepted

35.122

0.000

Accepted

Drinking water
facility
Maintenance of
wash rooms
Lighting in the
library building
Library
furniture is
comfortable and
functional
Maintenance of
the property
counter to keep
personal
belongings
Response to
user complaints
/ suggestions

PG

100 (6.1)

772 (47.07)

392 (23.9)

146 (8.9)

0

RS

22 (1.34)

132 (8.05)

64 (3.9)

12 (0.73)

0

PG

0

868 (52.93)

380 (23.17)

162 (9.88)

0

RS

12 (0.73)

108 (6.59)

82 (5)

28 (1.71)

0

PG

582 (35.49)

724 (44.15)

104 (6.34)

0

0

RS

52 (3.17)

150 (9.15)

28 (1.71)

0

0

PG

600 (36.59)

720 (43.9)

90 (5.49)

0

0

RS

88 (5.37)

114 (6.95)

28 (1.71)

0

0

PG

0

800 (48.78)

490 (29.88)

120 (7.32)

0

RS

10 (0.61)

114 (6.95)

88 (5.37)

18 (1.1)

0

PG

78 (4.76)

792 (48.29)

384 (23.41)

156 (9.51)

0

RS

46 (2.8)

132 (8.05)

52 (3.17)

0

10.346

0.352

Rejected

80.823

0.000

Accepted

33.521

0.000

Accepted

12.561

0.147

Rejected

63.815

0.000

Accepted

82.491

0.002

Accepted

0

Source: Compiled from primary data. Values in the parentheses are percentage, df = 2 and 3 **p < 0.05 level of significance.
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Figure 5: Service Assessment of Place and Physical Facilities Vs User
Category
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Table 5 describes the Service Assessment of Place and Physical Facilities by
User Category. In the first parameter, Library room inspires Study and
Learning 270 (16.46%) PG-Students and 62 (3.78%) Research scholars feel it
as Excellent followed by 780 (47.56%) PG-Students and 148 (9.02%)
Research scholars feel as Good. There are 294 (17.93%) PG-Students and 20
(1.22%) Research scholars who felt Average and 66 (4.02%) PG-Students felt
the service as Poor. Finally there are none of the respondents who Don’t
Know of this facility.

430 (26.22%) PG-Students and 90 (5.49%) Research scholars feel Interior
Arrangement in the Library as Excellent followed by 842 (51.34%) PGStudents and 124 (7.56%) Research scholars feels as Good. There are 138

(8.41%) PG-Students and 16 (0.98%) Research scholars who felt Average.
None of the respondents felt Poor of the service as well as who Don’t Know of
this facility in the library.

There are 108 (6.29%) PG-Students and 24 (1.46%) Research scholars who
feels that Library is the Gateway for Study and Research is Excellent
followed by 946 (57.68%) PG-Students and 124 (7.56%) Research scholars
who feel it as Good. 356 (21.71%) PG-Students and 82 (5%) Research
scholars felt Average of this service. None of the respondents felt Poor of the
service as well as who Don’t Know of this facility in the library.

Facilities at Common place for Group Learning was felt Excellent by 124
(7.56%) PG-Students and 30 (1.83%) Research scholars followed by 1024
(62.44%) PG-Students and 150 (9.15%) Research scholars feels as Good.
There are 224 (13.66%) PG-Students and 50 (3.05%) Research scholars who
felt Average. There are 38 (2.32%) PG-Students who felt the service as Poor
and finally none of the respondents who Don’t Know of this facility.

16 (0.98%) Research scholars felt Excellent of the Room Temperature in
Library Building followed by 654 (39.88%) PG-Students and 92 (5.61%)
Research scholars feels as Good. There are 510 (31.1%) PG-Students and 86
(5.24%) Research scholars who felt Average of the service. 246 (15%) PGStudents and 36 (2.2%) felt the service as Poor. All the respondents are
decisive of their opinion about the service and none Don’t Know of this
facility.

There are 590 (35.98%) PG-Students and 52 (3.17%) Research scholars who
feels Excellent of the Ventilation in the Library Building followed by 674
(41.1%) PG-Students and 150 (9.15%) Research scholars who feel it as
Good. 146 (8.9%) PG-Students and 28 (1.71%) Research scholars felt

Average of this service. Finally none of the respondents felt Poor of the
service as well as who Don’t Know of this facility in the library.

100 (6.1%) PG-Students and 22 (1.34%) Research scholars feels Drinking
Water Facility as Excellent followed by 772 (47.07%) PG-Students and 132
(8.05%) Research scholars feels as Good. There are 392 (23.9%) PGStudents and 64 (3.9%) Research scholars who felt Average. 146 (8.9%) PGStudents and 12 (0.73%) Research scholars felt Poor of the facility. None of
the respondents Don’t Know of the facility in the library.

There are 12 (0.73%) Research scholars who feels that Maintenance of
Washrooms is Excellent followed by 868 (52.93%) PG-Students and 108
(6.59%) Research scholars who feel it as Good. 380 (23.17%) PG-Students
and 82 (5%) Research scholars felt Average of this service. There are 162
(9.88%) PG-Students and 28 (1.71%) Research scholars who felt Poor of the
service and none of the respondents were indecisive of the facility who Don’t
Know of this facility in the library.

Lighting in the Library Building is felt Excellent by 582 (35.49%) PG-Students
and 52 (3.17%) Research scholars followed by 724 (44.15%) PG-Students
and 150 (9.15%) Research scholars feels as Good. There are 104 (6.34%)
PG-Students and 28 (1.71%) Research scholars who felt Average. None of
the respondents felt Poor of the service as well as indecisive of the facility
who Don’t Know of this facility in the library.

There are 600 (36.59%) PG-Students and 88 (5.37%) Research scholars who
feels Excellent of the Library Furniture is Comfortable and Functional followed
by 720 (43.9%) PG-Students and 114 (6.95%) Research scholars who feel it
as Good. 90 (5.49%) PG-Students and 28 (1.71%) Research scholars felt
Average of this service. None of the respondents expressed Poor or Don’t
Know of the service of the facility in the library.

10 (0.61%) Research scholars feels Maintenance of Property Counter to keep
Personal Belongings as Excellent followed by 800 (48.78%) PG-Students and
114 (6.95%) Research scholars feels as Good. There are 490 (29.88%) PGStudents and 88 (5.37%) Research scholars who felt Average. 120 (7.32%)
PG-Students and 18 (1.1%) Research scholars felt Poor of the service.
Finally none of the respondents are unaware of this facility in the library.
There are 78 (4.76%) PG-Students and 46 (2.8%) Research scholars who
feels that Response to User Complaints / Suggestions is Excellent followed by
792 (48.29%) PG-Students and 132 (8.05%) Research scholars who feel it as
Good. 384 (23.41%) PG-Students and 52 (3.17%) Research scholars felt
Average of this service. There are 156 (9.51%) PG-Students who felt Poor of
the service and finally none of the respondents Don’t Know of the facility in
the library.

The chi-square test revealed the relationship between the opinions of
respondents about Service Assessment on Place and Physical Facilities with
p values at p < 0.05 with degrees of freedom of 2 and 3. Out of the total 12
factors in the construct, four factors in the construct namely Interior
Arrangements in the Library, Facilities at Common place for Group Learning,
Drinking Water Facility, and Library Furniture is Comfortable and Functional
have no significant relationships (p-Value of 0.005 at p < 0.05) among the
opinions of User Category about the Service Assessment on Place and
Physical Facilities.
Among the other factors namely Library rooms inspires Study and Learning,
Gateway for Study and Research, Room Temperature in Library Building,
Ventilation in Library Building, Maintenance of Washrooms, Lighting in the
Library Building, Maintenance of the property counter to keep personal
belongings, and Response to User Complaints / Suggestions in the construct
have significant relationships (p-Value of 0.005 at p < 0.05) among the
opinions of User Category about the Service Assessment on Place and
Physical Facilities. Thus, the hypothesis is accepted.

Table 6: Service Assessment of Opinion on Online / Electronic Resources Vs User Category
Opinion on Online /
Electronic Resources

Excellent

Good

Average

Poor

Don't
Know

PG

0

298 (18.17)

684 (41.71)

380 (23.17)

48 (2.93)

RS

0

94 (5.73)

108 (6.59)

28 (1.71)

0

PG

112 (6.83)

916 (55.85)

312 (19.02)

70 (4.27)

0

RS

18 (1.1)

102 (6.22)

96 (5.85)

10 (0.61)

4 (0.24)

Accessibility of
electronic resources
from hostel room

PG

0

668 (40.73)

602 (36.71)

140 (8.54)

0

RS

0

84 (5.12)

114 (6.95)

28 (1.71)

4 (0.24)

Online email
notification of new
books / events

PG

0

614 (37.44)

692 (42.2)

104 (6.34)

0

RS

0

96 (5.85)

120 (7.32)

10 (0.61)

4 (0.24)

Use, access and
maintenance of
online content

PG

344 (20.98)

874 (53.29)

192 (11.71)

0

0

RS

36 (2.2)

120 (7.32)

64 (3.9)

6 (0.37)

4 (0.24)

Use, updates and
maintenance of
online notice board

PG

296 (18.05)

928 (56.59)

186 (11.34)

0

0

RS

36 (2.2)

116 (7.07)

68 (4.15)

6 (0.37)

4 (0.24)

Quality and
retrievable of info
acquire from eresource

PG

118 (7.2)

910 (55.49)

340 (20.73)

42 (2.56)

0

RS

0

120 (7.32)

84 (5.12)

22 (1.34)

4 (0.24)

Assistance and
maintenance at the
digital library
Electronic resources
in the library

χ2

P
Value

Result

55.372

0.000 Accepted

62.305

0.000 Accepted

28.356

0.001 Accepted

17.511

0.003 Accepted

83.874

0.000 Accepted

93.135

0.000 Accepted

72.471

0.000 Accepted

Source: Compiled from primary data. Values in the parentheses are percentage, df = 3 and 4 **p < 0.05 level of significance.
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Table 6 describes the Service Assessment on Online / Electronic Resources
by User Category. In the first factor, Assistance and Maintenance at the
Digital Library none of the respondents felt it as Excellent followed by 298
(18.17%) PG-Students and 94 (5.73%) Research scholars feels as Good.
There are 684 (41.71%) PG-Students and 108 (6.59%) Research scholars
who felt Average and 380 (23.17%) PG-Students and 28 (1.71%) Research
scholars felt the service as Poor. Finally there are 48 (2.93%) PG-Students
who Don’t Know of this service in the library.

112 (6.83%) PG-Students and 18 (1.1%) Research scholars feels Excellent of
the Electronic Resources in the library followed by 916 (55.85%) PG-Students
and 102 (6.22%) Research scholars feels as Good. There are 312 (19.02%)
PG-Students and 96 (5.85%) Research scholars who felt Average. 70 (4.27%)
PG-Students and 10 (0.61%) Research scholars felt Poor of the service.

Finally there are 4 (0.24%) Research scholars who Don’t Know of this facility
in the library.

Accessibility of the Electronic Resources from the hostel room is felt Excellent
by none of the respondents followed by 668 (40.73%) PG-Students and 84
(5.12%) Research scholars feels as Good. There are 602 (36.71%) PGStudents and 114 (6.95%) Research scholars who felt Average and 140
(8.54%) PG-Students and 28 (1.71%) Research scholars felt the service as
Poor. Finally there are 4 (0.24%) Research scholars who Don’t Know of this
service in the library.

Online email notification of the new books / events was felt Excellent by none
of the respondents followed by 614 (37.44%) PG-Students and 96 (5.85%)
Research scholars feels as Good. There are 692 (42.2%) PG-Students and
120 (7.32%) Research scholars who felt Average. There are 104 (6.34%) PGStudents and 10 (0.61%) Research scholars who felt the service as Poor and
finally there are 4 (0.24%) Research scholars who Don’t Know of this service
in the library.

There are 344 (20.98%) PG-Students and 36 (2.2%) Research scholars who
feels that Use, Access and Maintenance of the Online Content is Excellent
followed by 874 (53.29%) PG-Students and 120 (7.32%) Research scholars
who feel it as Good. 192 (11.71%) PG-Students and 64 (3.9%) Research
scholars felt Average of this service. 6 (0.37%) Research scholars felt Poor of
this service and 4 (0.24%) Research scholars Don’t Know of this service in
the library.

Use, Update and Maintenance of the Online notice board was felt Excellent by
296 (18.05%) PG-Students and 36 (2.2%) Research scholars followed by 928
(56.59%) PG-Students and 116 (7.07%) Research scholars feels as Good.
There are 186 (11.34%) PG-Students and 68 (4.15%) Research scholars who

felt Average. 6 (0.37%) Research scholars felt Poor of this service and 4
(0.24%) Research scholars Don’t Know of this service in the library.

118 (7.2%) Research scholars who feels that Quality and retrievable
information acquired from e-resources is Excellent followed by 910 (55.49%)
PG-Students and 120 (7.32%) Research scholars who feel it as Good. 340
(20.73%) PG-Students and 84 (5.12%) Research scholars felt Average of this
service. There are 42 (2.56%) PG-Students and 22 (1.34%) Research
scholars who felt the service provided is Poor and finally there are 4 (0.24%)
Research scholars who Don’t Know of this facility in the library.

The chi-square test revealed the relationship between the opinions of
respondents about Service Assessment on Online / Electronic Resources
with p values at p < 0.05 with degrees of freedom of 3 and 4. All the factors
in the construct have significant relationships (p-Value of 0.005 at p < 0.05)
among the opinions of User Category about the Service Assessment on
Online / Electronic Resources. Thus, the hypothesis is accepted.

H2: There is significant difference among the User Categories on the level of Satisfaction of the services provided.

Table 7: Service Assessment of User Satisfaction Vs User Category
User Satisfaction
Satisfied with the
way the user is
treated in library
Satisfied with the
library support
in learning,
research,
teaching needs
Satisfied with the
overall quality of
the service
provided in the
library

PG

Excellent

Good

Average

Poor

Don't
Know

178 (10.85)

986 (60.12)

212 (12.93)

34 (2.07)

0

χ2

P
Value

Result

28.842 0.001 Accepted
RS

30 (1.83)

134 (8.17)

66 (4.02)

0

0

PG

106 (6.46)

1028 (62.68)

276 (16.83)

0

0

RS

12 (0.73)

136 (8.29)

76 (4.63)

6 (0.37)

0

PG

118 (7.2)

1066 (65)

226 (13.78)

0

0

RS

12 (0.73)

150 (9.15)

58 (3.54)

10 (0.61)

50.12

0.000 Accepted

65.41

0.001 Accepted

0

Source: Compiled from primary data. Values in the parentheses are percentage, df = 3 **p < 0.05 level of significance.
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Table 7 describes the Service Assessment of User Satisfaction by User
Category. In the first parameter, Satisfied with the way the user is treated in
the library 178 (10.85%) PG-Students and 30 (1.83%) Research scholars
feels it as Excellent followed by 986 (60.12%) PG-Students and 134 (8.17%)
Research scholars feels as Good. There are 212 (12.93%) PG-Students and
66 (4.02%) Research scholars who felt Average. 34 (2.07%) PG-Students felt
the service as Poor and none of the respondents opined Don’t Know of this.

106 (6.46%) PG-Students and 12 (0.73%) Research scholars are Satisfied
with the library support in learning, research and/or teaching needs service
as Excellent followed by 1028 (62.68%) PG-Students and 136 (8.29%)
Research scholars feels as Good. There are 276 (16.83%) PG-Students and
76 (4.63%) Research scholars who felt Average and 6 (0.37%) Research
scholars felt the service as Poor. Finally there are none of the respondents
who opined Don’t Know about this in the library.

There are 118 (7.2%) PG-Students and 12 (0.73%) Research scholars who
are Excellently Satisfied with the overall quality of the service provided in the
library followed by 1066 (65%) PG-Students and 150 (9.15%) Research
scholars who feel it as Good. 226 (13.78%) PG-Students and 58 (3.54%)
Research scholars felt Average of this service and 10 (0.61%) Research
scholars felt the service as Poor. Finally there are no respondents who
opined Don’t Know of this in the library.

The chi-square test revealed the relationship between the opinions of
respondents about Service Assessment on User Satisfaction with p values at
p < 0.05 with degrees of freedom of 3. All the three factors Satisfied with the
way the user is treated in the library, Satisfied with the library support in
learning, research and/or teaching needs, and Satisfied with the overall
quality of the service provided in the library in the construct have significant
relationships (p-Value of 0.005 at p < 0.05) among the opinions of User
Category about the Service Assessment on User Satisfaction. Thus, the
hypothesis is accepted.

CONCLUSION
Academic Libraries are the places for learning by accessing the desired
information to enrich the knowledge base of the users. There are various
initiatives undertaken by the library professionals to imbibe the interest
among the users to utilize the services available at the libraries. There is
need for continuous upgradation of the services provided at the libraries so
that the users don’t feel that they are left behind in the field of information.
The user satisfaction is also influenced by factors such as the infrastructure
made available for the users, space for reading, seating arrangement,
ventilation, drinking water facilities, washrooms etc. So in addition to the
collection, these factors also impact the usage of library resources. The
library professionals also need to be more proactive to the issues raised by
the users so that a certain level of confidence is build among the users.
From the study, it is imperative that the users are satisfied with the facilities

provided to the users, assessment time taken for the transactions. Some of
the users are not satisfied with the Online / Electronic Resources provided
to the users at the library. This poses the necessity to take steps so that the
satisfaction levels to the usage of e-resources among the users are improved.
It is also observed that the overall satisfaction levels about the assistance
provided by the library professionals and staff is encouraging. Taking this as
a yardstick, the library staff has to make the necessary changes in their
mode of operations so that the deficiencies which are observed in few areas
of operations can be enhanced.
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